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Purpose:
The purpose of the “NTO Scenarios” exercise is three fold:
•  To increase staff awareness of NTO resources and contact points throughout the

Job Center service delivery network;
•  To enhance staff problem solving, evaluation, and judgement skills vis-à-vis NTOs;
•  To improve staff ability to provide appropriate case management and referrals for

NTO customers.  

Description:
On the following pages, eight “NTO Scenarios” are provided that include both job seeker
customers and employer customers.  Each tells a short background story that would be
typical of information gathered at “intake”.  Each scenario includes data that, directly or
through deduction, might indicate some level of suitability for NTO services.

Instructions:
There are many ways in which the NTO Scenarios could be used to develop staff
knowledge of NTO, as both individual and small group exercises.  The following are
simply a few suggestions for use.  [For each scenario, there is a presumption of interest
and success at any service step provided to the customer.  There is also a presumption
of program eligibility, based on the information given.]

1. Create a sequential NTO service plan for the customer for the next year.
Using an Employability Plan (EP), Individual Services Plan (ISS), or other proprietary
service plan format, identify the following:
•  Identify the first step:  Options for introducing the customer to NTO services
•  Describe each next sequential step / activity
•  Name the programs/entities providing each step / activity
•  Identify supportive service contacts and resources for each step / activity of plan

2. Create a flowchart of the customer moving through NTO and other contact
points in the Job Center Network.
Using the bulleted points above for guidance, develop a flowchart that displays in
detail the many options available to the customer as she/he moves through case
management levels at the Job Center.  Reference “NTO Resource Guide”
documents C1 and C2 for more information and/or ideas.

3. Evaluate customer suitability for NTO by making two lists – strengths vs.
barriers.
Try to develop two very comprehensive lists based on the information given.  After
the lists are complete, identify resources and potential program eligibility for
addressing the barriers.

4. Switch professional “hats” with other agency staff and create an appropriate
NTO service plan for the customer moving through their services.

NTO CASE MANAGEMENT SCENARIOS

PRACTICE EXERCISE FOR STAFF
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NTO Scenario 1:   Down On The Farm

The Customer:

Mary Louise is a thirty-nine year old woman who has lived and worked on her husband’s
family crop & dairy farm all her married life.  With the farm always struggling to make
ends meet, the stress on the family was just too much.  Her husband Hank recently
divorced Mary Louise, leaving her with custody of their two children, ages twelve and
fifteen. The farm was sold to a large corporate producer about six months ago to cover
debt payments to the banks and feed suppliers.  She hears from her ex brother-in-law
that Hank has been depressed and unemployed ever since the sale.  He has not been
making his child support payments for the kids.  Other than keeping the house, which
was paid off, Mary Louise gained no profit from the sale of the farm and her meager
savings are almost gone.

Mary Louise wants a fresh start and doesn’t know what to do next.  Farming is all she
has ever known, other than a short stint in high school at the local gas station.  One
week ago, Mary Louise obtained a part time sales job through a friend at the local John
Deere dealership, earning $6.25/hour…but it’s a temporary arrangement until the
owner’s wife comes back from maternity leave in six months.
 
Mary Louise has a high school diploma, good basic math and reading skills, a driver’s
license (with CDL), and a reliable, but very old, car.
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NTO Scenario 2:  W-2 and Confused

The Customer:

Jackie is a quiet, introverted twenty-nine year old single parent of two children, ages
three and eight, who has been on and off public assistance since her first child was born.
During those years, she’s held down occasional employment as a factory assembler and
seamstress, but for one reason or another, never stuck with any job for more than nine
months.  She’s been enrolled in a W-2 paid tier for the past 15 months and has
completed two “rounds” of work experience – six months as receptionist for a non-profit,
and six months sorting mail for the state.  In both cases, the work experience employer
evaluations showed mixed results.  Although the employers found her to be punctual,
with a good attitude, great attendance, and quick to learn, they also noted that she
seemed bored and fidgety, and that her people skills weren’t the best. 

Jackie has made some good strides forward since entering W-2.  She has almost
completed her GED, with only one test to go.  She’s managed to get a handle on
childcare issues that resulted in loss of employment in the past… organizing both
primary and back-up care for her children.  In addition, one of Jackie’s five brothers has
offered to give Jackie an old car IF she gets a full time job…. But Jackie does not have
her driver’s license.

Although Jackie has completed every step laid out in her Employability Plan, she seems
lost when you speak with her about her likes and dislikes and vision for her future.  
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NTO Scenario 3:  When One Door Closes….

The Customer:

Pat is a single, thirty-two year old woman with no children who has worked as a machine
operator for the past eight years at a large manufacturing plant.  The manufacturer
recently announced that it would be closing down its local operations to relocate to
Mexico.  The closing will occur in nine months.  Pat earns $ 9.75/hour, the ceiling wage
for her job classification at the plant.

Even before the announcement of the closing, Pat had been feeling frustrated by the
lack of upward mobility in jobs and wages at the plant.  Although she likes the work she
has been doing as a machine operator, she’s a bit bored by the repetition.  A couple of
years back, in hopes of creating more opportunities for herself with the employer, Pat
enrolled in and completed an employer sponsored math program to upgrade her math
skills – (she’d never taken algebra or geometry back in high school, just shop math) –
and she liked it and did quite well.  

Pat is worried about what to do next.  Machine operators are a dime a dozen because
quite a few area factories have relocated at least part of their operations – particularly
assembly and unskilled production -- elsewhere over the past several years. 
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NTO Scenario 4:   Undecided

The Customer:

Melissa is a soft-spoken twenty-seven year old with no children.  Since high school
graduation, she has enrolled in three different post secondary degree programs  --
education, business, and nursing -- but never stuck one out.  Although her grades have
been above average, she states that the more she found out about these different
careers, the less she liked them, losing motivation to continue studies.  For the past nine
months, Melissa has been working full time in a garden center earning $7.50/hour.  She
likes the work, but doesn’t see it as any kind of career choice.

Melissa is feeling unhappy and frustrated.  She feels like her family doesn’t understand
her – always questioning why she hasn’t finished up a degree and gotten out into the
“serious” work world.  She doesn’t want to waste any more time or money in educational
programs that may not suit her.
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NTO Scenario 5:   Almost There…

The Customer:

Rosa is a 36 year old married woman with five children who has received some form of
public assistance during most of the past six years.  Her husband works three quarter
time for the public housing authority as a building maintenance worker; she has worked
part time in an industrial laundry for the last year.  Because their combined wages do not
exceed 165% of poverty income, Rosa and her family have received food stamps and
medical assistance through the W-2 program for the past year.  Childcare has been
handled between the two parents working different schedules.

Now that Rosa’s youngest child is entering pre-school, Rosa feels ready to begin a full
time job that would lead to a good, solid career.  Other than the laundry job she
presently works part time, Rosa hasn’t been employed for the past six years.  Before
having her children, however, she worked as a summer camp counselor, as a
housekeeper for a large hotel, and as a delivery driver.  

Although Rosa has her high school diploma, her math assessment shows her skill level
to be at a 7th grade equivalent.  She also has a short term training certificate from a
sewing program.   She doesn’t have any ideas about what kind of job or career might
suit her, but she wants something solid, something her kids would be proud of,
something that would finally get her family off of public assistance for good.
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NTO Scenario 6:   The Troubled Apprentice 
 

The Customer:

Peggy is a second year apprentice carpenter working for a large commercial builder who
has a reputation for being “progressive”… he had hired two other women in the past.  

Before obtaining her apprenticeship, Peggy spent almost a year making her career
choice… she completed a NTO pre-employment preparation program, obtained career
counseling, shadowed women on the job working in carpentry, and enrolled in a math
class to improve her skills.  She had had some related experience while in the military
and knew, after her year’s research and preparation, that construction was the right
choice for her.

Things were going fine with her apprenticeship up until about four months ago.  At a
tradeswomen’s support group, Peggy reported some uncomfortable incidences that
were occurring with this new journeylevel guy on her crew.  He stared at her all the time.
Yelled at her loudly even when she made small mistakes so the other guys could hear.
Although she’s not sure he did it, she believes this guy was the one who glued her tool
box shut one morning, which made her late for the meeting with the jobsite foreman.
She never told anybody about the problems, thinking her “roll with the punches” attitude
and humor would eventually settle the situation.  

Peggy hasn’t been coming to the tradeswomen’s support meetings the last two months.
Another woman named Susan – an electrician -- who works with a different contractor
on the same site overheard some rumors about Peggy…that she wasn’t tough enough
to make it, that her work quality had deteriorated, that she’d had a couple of no show
days.  But Susan hadn’t seen Peggy around to ask her what was going on.
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NTO Scenario 7:   Keeping Up With Business…

The Customer:

A non-union residential construction company that builds multi-family housing units on
the west side of town has greatly prospered with the building boom of the past eight
years.  But over the past several years, they have been having increasing difficulty
finding and keeping enough workers.  In the past, they didn’t have to recruit new
workers… the experienced carpenters would simply bring their sons down to the hiring
office. 

About a year ago, the company began posting want ads in every Sunday paper and
participating in high school career fairs, trying to find more workers.  They increased the
starting wage rate to $ 8.00/hour, but even so, they complain frequently about the lack of
quality applicants.  

Although they’ve heard in the news the statistics about the increasingly large percentage
of women and minorities in the workforce, they once hired a woman and it didn’t work
out.  She made the guys on the crew feel uncomfortable, like they couldn’t be
themselves like they always had, having to watch what they said and did.  She quit after
a couple of months anyway.  The minority guy is still there, and pretty much keeps to
himself.

Their turnover rate is getting higher and higher as job stress is affecting both the
seasoned employees and the new hires.  There is very little time to provide training to
the new hires, so the quality of the company’s work is deteriorating.   Things have gotten
so bad that the company is declining new job contracts because of the labor shortage.  
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NTO Scenario 8:  Looking for Skilled Labor…

The Customer:

Tools-Are-Us, Inc., a union machine shop, is experiencing a workforce shortage in their
high precision, skilled machining positions… three of the ten men in the tool & die
department will be retiring in the next year.  As required by union rules, the company
posted the three tool & die apprenticeship opportunities in house a month ago on the
employee bulletin board.  Management was surprised to receive only two internal
applications from a production worker pool of over 120 people, 90% of whom are
women.  Both applicants were men, and neither passed the math and spatial
visualization screening tests required for the apprenticeship.

Tools-Are-Us is now allowed to post the positions externally, but management is
concerned about the long term.  Their skilled machinists are all over 55 years in age.  At
meetings of the Machine Manufacturers Professional Association, they have heard that
the quality of the labor pool in general is just not what it used to be.  Retiring machinists
no longer bring their sons into the fold, preferring that they pursue college and a nice,
white-collar job.  The Machine Manufacturers Professional Association has begun to
develop marketing materials to promote careers in machining, to enhance the public
perception of machining careers…but this could take years to change.   


